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Hard Disks Moving machine while it's running

Keyboards
Picking at / prying under key edges

Mishandling  / Customer Induced Damage (CID) is not covered by ADP

Mechanical 
Stress

System 
Boards

Spills can cause immediate failure or 
corrosion

Carrying cases: overstuffing, dropping or 
banging into another object

Bending bottom cover leads to cracks in 
electrical connections 

Items dropped onto the keyboard 

Corrosion from spills

Food crumbs wedged under keys

Hard bangs and bumps can damage 
complex tech

Pulling & jerking wires & cords damages connectors

• Pressure/weight applied to the exterior of the 
machine
Pushing, leaning, or placing heavy objects on top 
Carrying open device by the LCD
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• Avoid stacking machines without cushioning material
& up to 3 units for horizontal storage

• Do not leave the device plugged in during storage
• Store computers in a cool, dry environment for

extended periods of non-use
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Chromebooks: https://pcsupport.lenovo.com/us/en/solutions/ht504333

https://pcsupport.lenovo.com/us/en/solutions/ht504333
https://pcsupport.lenovo.com/us/en/solutions/ht504333
https://pcsupport.lenovo.com/us/en/solutions/ht504333
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See RWSW239 form more information on ADP documentation requirements
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ADP Documentation Examples 

Customer spilled coffee on 

laptop when working at 

home. He reports that some 

keys are sticking, and others 

are non-responsive. 

Coffee spill on keyboard. 

Coffee residue under the keyboard. 

Keys A, S, & D stick when pressed & 

Q, W, & E are unresponsive. 

Keyboard needs to be replaced. 

Keys stick and don't work. 

Removed coffee residue and 

replaced keyboard. All keys 

function correctly; none are 

sticking. Repair a success. 

Repair a success. 

ADP Service Provider Guide 7



ADP NGSP Process 

8 Check for ADP coverage & create case 

1. Select your

location

2. Click Create

Case

3. Enter serial

number

4. Click Entitlement

Check

5. Confirm

customer has

ADP

6. Click Next

I Your AWSP Location Name 

Cr, C 

I Product 

I 
1&:atitJemcnt Check

SN Coverage 

Pr ier S ·ce: Pr mi r p ort 

I cci en al D m Pro c ion: I 
I e na io 

I el I 0 

R en ion: 

S I d Ba 

Next 
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ADP NGSP Process 

8 Enter customer info

1. Enter customer

info if not

populated

automatically

2. Click Next

Cr t C s 

Pod c Customer 

1Customer Search Customer Oear All Address Validation 

Firs ame: J cob 

Co p ny me: 

Ho se um er: 02 

Cus omer d ress1: ain S 

Cus omer Ci : Boo on 

• Coun ,ry/Regio Sa s

Cus omer Email: bl ejays@g ii.co

Cus omer on 

las me: Bl c 

Business P 

Cus omer ID G>: 8029494274 

Cus omer Address2 : 

S a e/Provmce: e Jersey 

Cus o er Pos al Code· 0705 

Cus omer Con mber 

Su ) 

OOOJD 

Loo up 

309327 9 

Additiona'I Addresses I 
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ADP NGSP Process 

8 Complete case details and submit 

1. Enter a descriptive

Case Title

2. Write a Problem

Description

following

documentation

requirements:

1. Damage type

2. Damage context

3. Reported

problems

3. Enter Diagnostics

Information

4. Click Submit

Service His ory 

ccidental co ee spill on keyboard 

* Problem Description: C s omer accident ly spilled coffee on la op eybo rd
1hile or mg a home. Reports at some eys are stick·ng 

and some are un esponsive. 

Used Lenovo D1iagnostic Code: (._,....,

Is Dispa ch Validation: ( jjj 

PD Code: View Knowledge Base 

CEC Related !Information

C se Type: Service Delivery 

Case Priori Prioriity-3 ( , ed) 

Shipping Instruction: 

View PO Guide PD 

Ex ernal Reference umber 

* o Diagnostic Reason: 0 her

Diagnos ic Result : 

lncomi1ng Channel: 

Urg,ency: Med 

Impact: Moder te 
� 

ADP Service Provider Guide 

•I Submit I 
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ADP NGSP Process 

0 Enter Work o ... r
_
d

_
e

_
r

_
l

_
n

_
fo ______________________________ ....,.

1. Choose AWSP as

Work Order Type

2. Choose Accidental

Damage Warranty

as Order Type

3. Enter Diagnostic

Notes following

documentation

requirements:

1. Visual inspection

2. Testing & results

3. Justify part

4. Select the Actual

Service Type

0 

Accidental coffee spill o keyboard 

or 0 I fo m o 

'Work Order 1lnfo 

.. I _*
_

o
_

r
_

o
_

r
_

,
_

Y 
____ 

sP 
____________ 

I 
8 I Ord r yp

PRODUCT I ITIAL CO 

Diagno stic oes: e s  CFJsic e1pressed; eysl-5 re 
u res onsi e. Visi I liquid r idue un r

y o r . s r pl r I k o rd.

PD Code View Knowledge Base V,iew PD Guido I 

Add IRIS Code 

Serv,ice ILeve:I !lnfonnation 

cc, n al D m g rr n y 

' I * c u I Servic Type: O SI E· I c ual S rvice L v I : xt Busin ss D y 
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ADP NGSP Process 

8 Submit Work Order & add Repair Notes 

* 

1. Order parts

2. Submit work order

3. Edit work order to

enter Repair Notes

following

documentation

requirements:

1. Describe repair

I m Lin 

p 0 

Servic,e 

R ques ed P rt/F RU S atus Warr nty P r Tier Pa Ti r D scrip ion Re urn P rt o Lenovo Disposi ion o 1n

2. Describe how

parts fixed

diagnosed issues

Line Order SAP Service Product Item ype Accou ting lndic tor Description ork Order Service S a s Closing Coe Ac ion 

3. Confirm if and

how the repair is

a success

* For Think-brand parts, contact the National Parts Center (www.ibm.com/shop/us/maintenanceparts)
For Idea-brand parts, contact Encompass (Lenovo.encompass.com)

Submit 
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For your end customers

The attached flyer contains a summary of ADP coverage terms, sample scenarios, and best practices 
that you can share with your end customers to assist with their education.
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https://p3-ofp.static.pub/SMSC/ADP_Coverage_Overview_EDU_V3.5.pdf
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